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A DESIGN THINKING ODYSSEY



ABOUT 7 YEARS AGO WE 
ASKED OURSELVES WHAT 
THE MOBILE PHONE 
MIGHT LOOK LIKE IN 10 
YEARS TIME IF THE 
HEALTH SECTOR WAS 
RESPONSIBLE FOR THE 
DESIGN
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ASKED OURSELVES WHAT 
THE MOBILE PHONE 
MIGHT LOOK LIKE IN 10 
YEARS TIME IF THE 
HEALTH SECTOR WAS 
RESPONSIBLE FOR THE 
DESIGN



ULTIMATELY IT IS DESIGN WHICH 
LIMITS THE PERFORMANCE OF A 

SYSTEM





HMM! MAYBE WE SHOULD THINK 
MORE DEEPLY ABOUT DESIGN?

MAYBE “LEAN” IS NOT ALL THERE IS TO 
KNOW ABOUT “RE-DESIGN”? 

SO BEGAN OUR QUEST!!!



WHAT IS DESIGN?- TIM BROWN IDEO

“SCIENCE IS ABOUT 
WHAT IS 

DESIGN IS ABOUT 
WHAT COULD BE”





HAROLD 
NELSON



HOW WE THINK DETERMINES  
THE METHODS WE USE WHICH 
DETERMINES THE RESULTS WE 
GET

DESIGN THINKING REFRAMES 
CONVERSATION



JEANNE LIEDTKA





“GREAT CONVERSATIONS THAT 

INVENT THE WORLDS WE INHABIT 
DON’T ARISE FROM PROBLEM 

SOLVING.

OUR CONNECTIONS IN THE WORLD 
ALLOW US TO SEE NEW AND 
DIFFERENT WAYS OF DEALING WITH 
OUR CONCERNS.”

HUGH DUBBERLY



WHERE WE 
STARTED
THE MONASH 
WATCH DESIGN 
JOURNEY



CYNEFIN PROVIDED A 
VALUABLE LENS TO 
REFRAME CARE





WHAT MATTERS 
MOST TO ME IN 
THE CONTEXT 
OF MY LIFE



Co-design
HOME VISITS

MEDICAL RECORD

INSIGHTS

DESIGN

TEST WITH CONSUMERS

TEST WITH STAFF

HUMAN SIMULATION

PILOT



Patient Testing
Tell me what your
thinking of doing as a 
story

Let me say what I 
honestly think



DHHS Victoria

Acute 
Funding

Wellness
Funding

Vulnerable



WHERE IN THE 
WORLD IS CARMEL 

MARTIN?







▸Geo based teams

▸Tele-Care Guide
▸Trained Lay 
▸Pro-Neighbour
▸Know the patient
▸Know the carer
▸Be kind & listen
▸Be yourself

▸Health Coach
▸Clinician/Navigator
▸Does what it takes
▸Office, Home, Clinic
▸Flexible $
▸Hospital advice 
▸Timely care
▸GP is Conductor



Lay Tele-Care 
Guide x 3 EFT

Coach - Clinician x 
3 EFT

Project Team

400 patient/yr

(trying for 600)





AFTER 6 MONTHS:
94% PROMOTERS
5% NEUTRAL
1% DEMOTERS
N = 251







~20% FALL IN BED DAYS PER PATIENT PER 
YEAR AGAINST USUAL CARE CONTROLS

SUSTAINABLE OVER TIME?

DON’T STOP LEARNING & DESIGNING






